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ABSTRACT
Analysis of this research about the influence of service quality, price,
promotion, and brand image to customer satisfaction. Study conducted on
Saudaraku Tour & Travel Umrah Haj in Malang. Samples taken in the study were
100 respondents who became customers of Saudaraku Tour & Travel Umroh Haji
in Malang. Analytical methods used are multiple linear regression analysis,
validity and reliability test. Based on the results of the analysis found it can be
explained that the quality of service, price, promotion and brand image has a
positive and significant impact on customer satisfaction. In the model formed
variable quality of service, price, promotion and brand image able to explain
variable satisfaction of consumer equal to 36,9%.
Key words: Quality of Service, Price, Promotion, Brand Image, Consumer
Satisfaction
ABSTRAKSI
Analisis penelitian ini tentang pengaruh kualitas pelayanan, harga,
promosi, dan citra merek terhadap kepuasan konsumen. Studi yang dilakukan
pada Saudaraku Tour&Travel Umroh Haji di Malang. Sampel yang terambil
dalam studi tersebut sebanyak 100 responden yang menjadi pelanggan Saudaraku
Tour&Travel Umroh Haji di Malang. Metode analisis yang dipergunakan adalah
analisis regresi linier berganda, uji validitas dan reliabilitas. Berdasarkan hasil
analisis yang ditemukan maka dapat dijelaskan bahwa kualitas pelayanan, harga,
promosi dan citra merek memiliki pengaruh yang positif dan signifikan terhadap
kepuasan konsumen. Dalam model yang dibentuk variabel kualitas pelayanan,
harga, promosi dan citra merek mampu menjelaskan variabel kepuasan konsumen
sebesar 36,9%.
Kata kunci: Kualitas Pelayanan, Harga, Promosi, Citra Merek, Kepuasan
Konsumen
